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Abstract 
The aim of this study to know the level of quality expected and the level of the perceived quality of the marine 
sports tourists in Aqaba special economic, identify gaps between both and compared each dimension of quality of 
service. The selection of an appropriate sample consisting of 300 directed them to form search through the 
distributed to tourists Royal Marine Sports Federation and 240 questioner forms of tourists and valid for analysis. 
Servqual scale was also used to measure the gap between the expectations of the tourists from the quality of the 
service before their use and understanding after obtained through the five dimensions of the Servqual of the quality 
of the service.As the use of statistical methods descriptive normative Standart divination, duplicates, and ratios to 
describe the characteristics of the sample respondents answer the dimensions of quality, and also use the link and 
decadence and contrast test-t, test-f to analyze the results of the study and test the hypotheses. The study found 
that the difference between the average and the average expectations perception was negative for each dimension 
of quality, which indicates that the level of perceived quality after receiving the service is less than the level of 
quality expected before receiving service and all dimensions, which means that the management of the Jordanian 
Royal Marine Sports Federation work to improve the level of services provided to tourists in every dimension of 
the quality of the service in order to exceed the expectations of tourists or equally . 
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Intorduction 
The world is currently affected by multiple variables in the political, economic, social, technical and competitive 
and informatics, a result of globalization and the information technology and communications technology and 
technological, which facilitated the movement of goods and services easily between all countries of the world, if 
it is still possible government intervention, even on a limited basis in the area of movement of goods, this may 
become impossible in regards to services. From here, a lot of organizations, including the marine sports 
establishments and  information centers seek to upgrade the level of services, even to the degree of excellence; 
where those institutions used a number of strategies to develop and improve the level of performance, and between 
these strategies for improving the quality of being help to provide appropriate services to meet the needs of current 
and prospective clients and phenomenon, since libraries Obstetrics is one of the important service institutions 
which seek to provide a unique service and distinct and different from the rest of the types of institutions and other 
service, so the quality is supposed to be one of the most important areas of interest to the department in the library, 
as is the case in any production facility seeks to increase and improve the level of proficiency of their products and 
services(Abu Rumman et al,2013; Alananzeh et al,2018; Al-Hussein et al,2015). 
The Jordan Olympic Committee (JOC) is the governing body for sports in the Hashemite Kingdom of Jordan. 
Founded in 1957, the JOC became the nurturing body for 34 Olympic and non-Olympic sports federations in the 
kingdom, laying down the foundation and trail to develop and rise up with the state of sports in Jordan. The Jordan 
Olympic Committee (JOC) is a non-profit organization that represents the strong, independent voice for Jordanian 
Olympic Sport and the place for all aspiring athletes to better themselves and grow while representing Jordan all 
around the world. 
Perceived Quality is the imprint of fineness that client knowledges about a product, brand or business, derived 
through sight, sound, touch, and scent. 
It is the customer’s perception of a produce’s reliability and heftiness, the impression of care and 
craftsmanship invested in its manufacture, the sense of richness and strength of the materials used, the evident fine 
attention to detail, and the feeling of the depth of engineering behind the design (ALsarayreh et al,2011; Al-
Shawagfih et al,2015; Amyan and Jawabreh,2011; Bazazo et al,2017; Jawabreh,2014a). 
This is quite separate from actual reliability and robustness, attributes that are vital for a product to be 
competitive, but not characteristics that will distinguish it as special, or propel it into the "premium" segment. 
In a world where consumers are increasingly being offered functional, reliable, feature laden products, smart 
businesses are focusing on perceived quality to transform functionally competitive products into more desirable, 
premium products, for which higher prices can be commanded. 
The individual act in a certain manner because there is prompted by the choice of the defended certain 
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behavior without other behaviors, because the result is expected to be obtained from this behavior, the essence of 
the theory is that the motive to select a specific behavior to be determined by the desire of the result. But there is 
essential in this theory is the process of how to treat the individual with catalytic, before making the final option. 
The result is not the sole determining factor in deciding how to act Oliver, R. (August, 1974), focusing on the 
mental processes theory expectation with regard to the choice or options. It explains the operations of the individual 
to determine the options. Motivation that control process options from among alternatives to voluntary activities, 
a process governed by individuals. Identify the individual and his choices based on the assessment of the extent to 
which the expected results of a specific behavior of the desired results. The motivation or incentive is the product 
of the individual expected that a particular effort will lead to performance required; this is defined as the use of 
performance to achieve a particular result and the desire( Jawabreh and Al Sarayreh,2017; Jawabreh et al,2015) 
Jordan has witnessed a significant development in the field of hospitality industry in shaping, and this research 
will identify the level of quality of service in the Royal Marine Sports Federation   how aware of the customer and 
what factors affect the evaluation of those services. The proportion of investment in tourism in the tourist 
restaurants in Jordan, including approximately (15%) to reach about 211 million dinars and annual income by 
33%( Jawabreh et al,2017). 
The tourism sector in the Kingdom of important tourist sectors , where 13% of GDP which contributes to the 
national economy and the labor force survey results showed airplane and departing for the period 2016/2017, 
tourism income earned from tourism amounted to about 3,216 million dinars and the number of total arrivals to 
Jordan 6.78 Color people, the number of arrivals residing in Jordan about 1.8 million visitors(Jawabreh, 2017b) 
The Union was founded in the Jordanian royal marine sports in Aqaba at the end of the 1960s and was called 
the Union of water sports and is now one of the official sports federations of the Jordanian Olympic committee 
under the Jordanian sports federations No. (87) for the year 2004 and issued under article (9) of the Jordanian 
Olympic Committee Law No. (66) For the year 2001. It is the only sports federation based outside of the capital 
Amman and is located in the city of Aqaba, where the sports union is freely in the first instance this is the reason 
that created the union's headquarters in the coastal city of Al Aqaba to practice these marine sports 
And for that it has conducted this study to achieve a set of goals, to know the level of quality expected by 
tourists, and knowledge of the perceived quality level by tourists. Also identify gaps between the level of quality 
expected-directional by tourists compared with the level of quality expected-directional for each dimension of the 
quality of service and finally to know the extent of the impact of the demographic characteristics of the beneficiary 
of the level of quality expected Perceived.  
 
The research problem: 
Identify the level of quality of services in the Royal Marine Sports Federation from the point of view of clients 
aimed at seeking the strengths and shortcomings, and to develop, the principal ﻥﺎﻤـﻀﻟﺍﻮﻫ upgrading them, and gain 
the satisfaction and loyalty of tourists. The question here is: 
What is the assessment of the clients of the restaurant and the quality of the service provided to them? 
Under this question, the following subsidiary questions: 
1-What is the quality expected-directional by the beneficiaries of the services provided?  
2-Is there a statistically significant differences between the quality expected perceived quality attributed to keep 
quality as measured by Servqual?  
3. Is there statistically significant differences in the perceived quality of demographic factors attributable to the 
beneficiaries? 
4. What do we mean by the quality of service?  
5-What are the criteria upon which the tourists in their assessment of the quality of the service provided to them? 
6-Is there a statistically significant relation between the criteria of quality of service and satisfied with tourists and 
the overall quality of the service provided? 
7-Is there a statistically significant relation between each of the criteria of quality of service and satisfied with 
tourists and the overall quality of the service provided? 
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Figure 1. The study model 
 
Previous studies  
Expectations of service quality Servqual scale is used on all directions of the beneficiaries about the actual 
performance of the service provided to them, and the application of the Libraries and Information Centers, 
Servqual the specialized agencies, the study has confirmed the credibility of the measure, despite some reservations 
about some of the points contained therein. 
study Qdadeh, 2009 ) on the quality of educational services in the Jordanian universities, to identify the 
various dimensions of the model of the quality of the educational services expected affecting the educational 
services and the satisfaction of the student, which includes four elements: due diligence, reliability and 
responsiveness. 
Quality is important topics and vitality which increased attention, especially in the last period, with increased 
competition in the local, regional and international levels, so that restaurants, hotels, and is interested in upgrading 
the quality of their products and services, in order to protect itself in light of the stiff competition so that they can 
reach the level of quality and achieve tangible success in the field of global competition for the products of high 
quality and low cost, which the final consumer prices. As quality is the biggest advantage of the service provided 
and strong competitive service organizations in general. 
The management of the services sector should focus on improving the quality of its services on a continuous 
basis, commensurate with the needs and requirements of its clients and responds to the wishes of its employees, 
which helps to increase productivity and increase profits and improve its reputation in the local and global market, 
which increases the chances of success in the work environment competition clients beneficiaries are those who 
are granted life and continuity of the organization through the turnout to obtain services or goods provided by the 
Organization. 
The issue of quality researchers in their studies discussed from more than one angle, more from the 
perspective, this led to the diversity and definitions of this concept. It is months quality definitions is the definition 
of the American Society for Quality referred to by researchers (Adrian et al,2011; Anne‐Mette,2001)quality is the 
overall characteristics of the product or service a commodity that appear and reflect the ability of this product to 
satisfy the needs of the Explicit and implicit explicit Implicit. 
The quality of service from the point of view of researchers ( Chris et al,2016; Cong and Dam,2017) the 
degree of satisfaction that can be achieved by the service to beneficiaries and tourists through the satisfaction and 
to meet their needs, desires, and expectations. 
Quality of Service can be defined from the perspective of the service provider and the perspective of the 
beneficiary of this service, and this is emphasized by the two researchers (Crystal and Cristina,2016)    quality 
from the perspective of the service provider is identical to the service standards set in advance of the service, the 
quality of service from the perspective of the beneficiary, the client is the harmonization of this service. 
The researcher sees Dongfeng,2016 that quality of service is the degree of preference at an acceptable price, 
and controls the variables costs of acceptable. The researcher 1002 quality to reflect the concept just mean different 
things to different persons, quality reflect the degree of brilliance and excellence and the fact that the excellent 
performance and the fact that the characteristics or some of the characteristics of the product (service or product) 
is excellent when compared with standards set from the perspective of the institution or from the perspective of 
the beneficiary) of the customer. 
The researcher Bank believes that quality is the ability of the Product (a service or a commodity) to achieve 
the full satisfaction of the needs and desires of the beneficiary, the client least internal costs. 
The researcher knows Evans quality as to meet and satisfy the expectations of the beneficiary, the customer 
or provide more than these expectations. The researcher sees Mitra that quality reflects the capacity of the product 
(service or a commodity) to harmonize the use as requested by the beneficiary, the wishes of the customer. 
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The researcher confirms that quality reflect the avoid and avoiding the loss caused by the Product (service or 
product) the society after submission for use, this includes losses arising from the failure to meet and satisfy the 
expectations of the beneficiary, the client and the failure to meet the performance characteristics and the negative 
side effects that result from the product, such as the pollution of the environment. 
Also known Donald,2005of the quality of service through the three dimensions of services in his book 
marketing services technical dimension of which consists in the application of science and technology of a certain 
problem career dimension any way in which the process of the transfer of the technical quality to the client and 
represent such interaction.The psychological and social between the provider and the client that uses the 
service.The material which is the place in which the service. 
The quality of service and great importance for institutions designed to achieve success and stability, in the 
area of commodity products planning can be used in production, and the Classification of Products waiting for 
customers but services, customers and employees who work together to create a service delivery at the highest 
level, the attention of staff and tourists together institutions 
SERVQUAL appeared during the 1981 through studies by parasuraman, Zeilhmal et berryin order to be used 
in the documentation and examination of the sources of quality difficulties and assistance in how to improve the 
quality valuation as a model the gap means determining the gap between customer expectations and the level of 
service and understanding of the actual performance. Any knowledge and to determine the extent of congruence 
between the expected service perceived service berry and his colleagues have reached in 1985 through studies that 
the main focus in the assessment of the quality of the service according to this model is the gap between the 
customer's understanding of the actual level of performance and expectations of the service and this gap depends 
on the nature of the gaps associated with the design and marketing of service delivery. The construction of this 
model depends on identifying the steps that must be taken into account when analysing, planning, quality of service,  
There are four steps are essential to achieving quality as input to achieve quality and are: the analysis of the 
expectations of the tourists, a description of the quality of service, improves staff performance, and managing the 
expectations of the tourists (Girish et al,2017) 
And pointed out that there are six stages to deepen the concept of internal quality assurance in service 
organizations and are: to create awareness of the importance of internal quality assurance, work to create 
uniformity and comparability between the front and rear lines, the efficiency of internal communications, ongoing 
customer satisfaction measurement procedure, improving the efficiency of the feedback for the continued 
development of the work, and necessary adjustments in action whenever needed, while others pointed to the 
importance of the gaps in quality of service (Grzegorz and Thomas,2017; Ho et al,2016; Jiaying et al,2017). 
And a study indicated that the dissatisfaction of the Working Group will only lead to non- interactions with 
the customer, he stressed that attention must be paid to employees in the front lines because they are in constant 
contact with tourists, through them and interest them can organi to promises you made and the requirement of 
topped itself as well as the role played by the workers in me topped customer expectations and those expectations 
to be services expectations and aspirations, as well as help them topped how to use many of the counselling services 
and advice. Securing the dimensions of depends largely topped the ability and skill in me restaurant workers 
improve their customer been cleared so that them to services through interaction and communication successful 
working condition that has services me deal, and self-reliance (Mohinder, 2010). 
The objective Management Services is in me to ensure that consistent and coordinated to provide quality 
services not and can achieve this consistency and harmony through standards has been developed by the evolution 
of restaurants managed in an orderly border thought makes what is taught and desired level of performance (J. 
Lucy et al,2018; Joan et al,2010). 
The expectation effective and appropriate to require that the Service at least on the needs of the client, it must 
provide services and provided to the customer before requested by himself (Klaus,2000; Lan-Lan et al,2014). 
And there is a study on the quality of services and performance of workers in the public sector and specifically 
the offices of the immigration and passports in Malaysia, and adopted the measure of SERVALQUAL study the 
quality of the services, which consists of all the dimensions of quality, and the results of the study showed that all 
dimensions are very important in achieving the satisfaction of tourists and thus whenever the workers' performance 
is the quality of the services provided to the public the best and thus achieve satisfaction (Ljudevit   et al,2012). 
It was pointed out that there is a direct correlation between the quality of the service provided by the airlines 
and traveler satisfaction and loyalty; any traveler's loyalty to increase when increasing the quality of service offered 
to him. He also stressed the need for the airline's keenness to provide all good services to all passengers on its 
planes (Luai et al,2015). The organizations that sought to keep the tourists and increase loyalty stems from the fact 
that the cost of acquiring the new customer equivalent to five times the cost of maintaining the current prepayment 
(Mohammad et al,2014). 
And take into account the results of some studies that have shown that it was not necessarily lead to increased 
loyalty and satisfaction (Natasa ,2005). 
In addition to the establishment of relations with tourists and other parties and retained and strengthened and 
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sustained to achieve a certain profit, so as to meet the objectives of all the parties concerned through the exchange 
and joint investigation promises (Sarah et al,2013). 
The building topped meaning (Lovelok et al,2008; Satyendra et al,2016; Sayyed et al,2015; Solmaz,2012; 
Thomas et al,2015; Track,2017; Youngjin,2011). 
Increased importance of quality being one of the most important factors in the face of competitors, deductions 
is distinctive quality is the basis of the differentiation between the sponsors of products when these presentations 
are similar, it is also important to know the level of standards and performance of organizations, and the essential 
foundation used by the customer in the discrimination between the real products, and therefore the realization of 
tourists quality depends on the difference between the quality expected and the perceived quality by tourists (the 
actual performance of the product), and the quality test here is very difficult; being a true test of the quality of the 
product from the point of view of the client, it is not enough to make assumptions and provide quality standards, 
according to the assumptions and expectations of the clients (Yvette and Robert ,2014). 
 
The Methodology 
The descriptive method of searching this which is based on the study of fact or phenomenon and there are, in fact, 
the general objective of the descriptive method is to reach conclusions and generalizations contributes to 
understanding this reality and developed. 
 
Research hypotheses 
The hypotheses of the study based on a model of the study and the problem of the study, we can develop the 
following hypotheses: hypothesis first President: The expectations of the beneficiaries of the quality of the service 
provided by the Restaurant Royal Marine Sports Federation are low .  
The second main premise: the level of awareness of the beneficiaries of the quality of the service provided by the 
Royal Marine Sports Federation is low. 
There are no statistically significant differences between the expectations of the beneficiaries of the Royal Marine 
Sports Federation, the level of perception to keep the quality of service provided to them .  
This hypothesis stems from the following subsidiary hypotheses :  
1-There are no statistically significant differences between the expectations of the beneficiaries of Royal Marine 
Sports Federation, the level of awareness of intangibility dimension .  
2- There are no statistically significant differences between the expectations of the beneficiaries of Royal M\rine 
Sports Federation, the level of awareness of the reliability dimension. 
3- There are no statistically significant differences between the expectations of the beneficiaries of the Royal 
Marine Sports Federation, the level of awareness of the Remoteness of the response .  
4- There are no statistically significant differences between the expectations of the beneficiaries of restaurants 
classified the level of awareness of the security dimension .  
5-  There are no statistically significant differences between the expectations of the beneficiaries of restaurants 
classified the level of awareness of the farsightedness of sympathy. 
6- There are there are no statistically significant differences in the responses of beneficiaries of Royal Marine 
Sports Federation on the perceived quality of services provided to beneficiaries due to demographic variables (age, 
gender, nationality, education, number of visits). 
 
Information Collection Tool 
Which was developed by the Servqual scale has been used to measure the gap between the expectations of the 
beneficiaries (Parasuraman 1985  Quality of Service before their use and understanding after obtained through the 
five dimensions of the Chairperson of the quality of the service, a tangibility  and reliability and responsiveness 
and safety, compassion and the elements to be each of dimention where the data collection tool was divided into 
three sections: The first is the demographic factors, and the second to the expectations of the beneficiary before 
the receipt of service, and the third for his assessment of the level of service obtained on the Lekart  composed of 
five degrees . 
 
The sincerity and constancy of tool 
To measure the stability of the study tool, it has been using the equation of Cronbach's alpha; where factor 
alpha93.4%, which refers to the fact that the study tool flats this ratio is more than 60 % the percentage proposed 
for this type of research and studies. All of the statements were distributed naturally; where the ratio was less than 
5% , which is the level approved for the study. 
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Table 1. Cronbach's alpha test results 
The variable name Questions variables Cronbach's alpha 
Total 1 -27 0.932 
After Tangibles 1-5 0.725 
Reliability 6-12 0.794 
Responding  13 -17 0.686 
Empathy 18-22 0.725 
Assurance 23-27 0.597 
 
Table  2. The study transactions unchanged dimensions of perceived quality variables 
The variable name Questions variables Cronbach's alpha 
Total 1 -27 0.876 
Tangibles 1-5 0.509 
Reliability 6-12 0.909 
Responding  13 -17 0.791 
Empathy 18-22 0.525 
Assurance 23-27 0.817 
Tables 1 and 2 ) unchanged according to Cronbach's alpha internal consistency, the words of the resolution 
relating to the expected quality-directional, in addition to the dimensions of each of them, all of which indicate 
that more than 60 % Percentage adopted for this purpose by the researchers in social sciences are greater than 
(0.60), which is the minimum required( 23,900) thousand according to me Joseph Cronbach's alpha, the value of 
the Alpha coefficient is acceptable, if greater than (0.60) and it can be argued that the standard contained in the 
previous table has the consistency of procedure interpret. 
Table3 .Demographic characteristics of the study sample 
The variable Redundancy Percentage 
Sex 
Male 80 33.3% 
Female 160 66.7% 
Age   
Less than 25 172 72% 
26-35 48 20% 
36-45 16 7% 
46 - 55  4 2% 
More than  56 0 0% 
Nationality  
Jordanian 204 85% 
Arabic 32 13% 
The European 4 2% 
Asian 0 0% 
--- 0 0% 
Others 0 0% 
Educational level  
secondary  40 17% 
Diploma 28 12% 
Bachelor 160 67% 
Postgraduate Studies 12 5% 
The number of visits  
One Visit  32 13% 
2  - 4 84 35% 
5 - 7 32 13% 
8 .10 28 12% 
More than 11 64 27% 
The table shows (3) that the proportion of female visitors than visitors from male, perhaps because females 
are more hesitant to Royal Marine Sports Federation  of male, this may be due to the work of women and 
preoccupation for the preparation of food in the house. As is clear from the same table that more than half of the 
study sample are aged under the age of 25 years, and that the proportion of persons aged over 45 years does not 
exceed %7 This is relatively consistent with the age distribution of the population; where the majority of the 
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kingdom's population are young people and young people. As for the educational level, the table shows that the 
category of the first university-level education bachelor's degree constitute the largest segment of visitors to the 
Royal Marine Sports Federation  , while high certificates do not represent more than 5 % of the study sample, can 
be interpreted as an increase in the numbers of the category bachelor's degree for several reasons, including the 
fact that the size of this category in the society, and that this category prefer to dine outside houses, as well as 
prefer fast food more than other age groups. Ratio of nationality obtained Jordanian nationality to more than half 
the %85, which shows that the number of visitors, most of the same nationality of the State in which there is a 
Royal Marine Sports Federation , the ratio of the number of visits received 2.4 visits the highest rate of 35% in the 
second more than 11 visit by 27%. 
 
Discussion  
It has been the use of descriptive statistical methods and the standard deviation, duplicates, and ratios to describe 
the characteristics of the sample respondents answers the dimensions of quality, were also used to analyze the 
results of the f-test and t-test correlation coefficient and decadence and contrast study and test the hypotheses. The 
researchers was adopted on the basis of comparing the expectations of the beneficiary to keep the elements of 
quality compared with the actual level of awareness by the beneficiary if the difference between the level of actual 
awareness of the quality and level of positive expectations, this means that the beneficiary, was satisfied with the 
level of service provided by being more than its expectations, if negative, this means that the realized what 
happened was less than expectations. This refers to the dissatisfaction with the level of service provided, the 
following simple equation that means the quality aware, and means the expected quality, means the level of 
satisfaction. 
It is clear from the tables (5.4, there are significant differences between expected values - being aware of each 
one of the dimensions of quality of service, and that this difference was on the whole is negative for all 
multidimensional; that is, the quality expected, was higher than the perceived quality, though there are positive 
differences to certain elements of the service as will be explained in the analysis of the tables to articulate: 



















The quality  expected 4.00 0.597 The perceived 
quality of 
3.73 0.47 -0.27 
Tangibles 4.21 0.54 Concrete 
actions 
3.98 0.54 -0.23 
The reliability 3.83 0.66 The reliability 3.63 0.58 -0.2 
To respond to the 4.03 0.69 To respond to 
the 
3.74 0.70 -0.29 
Empathy 3.82 0.68 Care and 
attention. 
3.48 0.622 -0.34 
Assurance 4.13 0.73 The Warranty 3.80 0.750 -0.33 
 
Table (5) the difference between the average ﻢﻬﺗﺎﻛﺍﺭﺩﺇﻭ the expectations of the beneficiaries of the elements of the 




The  Standard 
Deviation 
 









TEQ1 4.35 0.77  An appropriate 
staff uniforms and 
clean. 
TPQ1 4.26 0.63 -0.09 
TEQ2 4.11 0.73  The staffs provide 
services with a 
smile. 
TPQ2 3.73 0.95 -0.38 




TPQ3 3.98 0.83 Bovespa 
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The  Standard 
Deviation 
 













TPQ4 3.7 1.09 -0.35 
TEQ5 4.36 0.80  The opening times 
of the Royal Marine 
Sports Federation   . 
TPQ5 4.2 0.85 -0.16 
REQ6 3.81 1.08  The Group could 
work to provide 
services for 
example promotion  
RPQ6 3.6 1.10 -0.21 
REQ7 3.73 0.86 The provision of 
accurate 
information. 
RPQ7 3.63 0.88 -0.10 
REQ8 3.51 1.06  Give Royal Marine 
Sports Federation 
officials  cust 
RPQ8 3.35 1.07 -0.16 
REQ9 3.78 1.04 .Deal Royal Marine 
Sports Union staff 
with clients very 
carefully. 
RPQ9 3.51 1.14 -0.27 
REQ10 3.93 0.95 The Royal Marine 
Sports Union staff 
the client’s interest 
above all. 
RPQ10 3.6 0.90 -0.33 
REQ11 4.06 0.82 The staffs 
understand the 
needs of customers. 
RPQ11 3.93 0.86 -0.13 
REQ 12 3.98 1.04 The Assistant staff 
to give you. 
RPQ12 3.8 0.89 Bovespa 
RSEQ13 4.08 0.84 The staff offers 
quick  
RSPQ13 3.8 0.93 -0.28 
RSEQ14 4.06 0.91 The staffs are ready 
to help you for 
example striking 
toe Royal Marine 
Sports Federation. 
RSPQ14 3.76 0.94 -0.3 
RSEQ15 3.95 0.96 The staffs provide 
the services 
required. 
RSPQ15 3.65 0.97 -0.3 
RSEQ16 3.96 0.84 You can count on 
the staff in 
addressing the 
problems of the 
customer. 
RSPQ16 3.61 1.00 -0.35 
RSEQ17 4.06 0.88 The staff services 
are correctly 
completed and on 
time. 
RSPQ17 3.86 0.92 -0.2 
EMEQ18 3.96 0.93 Staffs are able to 
communicate with 
you in English. 
EMPQ18 3.41 0.99 -0.55 
EMEQ19 3.98 0.92 Staffs are able to 
communicate 
effectively. 
EMPQ19 3.62 0.99 -0.36 
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The  Standard 
Deviation 
 









EMEQ20 3.05 1.30 The staffs know 
your information. 
EMPQ20 2.75 1.22 -0.3 
EMEQ21 4.1 0.85 Staffs were 
courteous and 
friendly. 
EMPQ21 3.91 0.94 -0.19 
EMEQ22 3.98 0.89 The staffs have full 
knowledge to 
answer the 
questions of the 
customer. 
EMPQ22 3.65 0.86 -0.33 
ASEQ23 4.08 0.90 Job lolayates have 
knowledge of the 
services provided to 
all components 
although example 
describes the meals. 
ASPQ23 3.78 0.92 -0.3 
ASEQ24 4.11 0.88 The staffs speak 
with you in an 
appropriate 
manner. 
ASPQ24 3.8 0.93 -0.31 
ASEQ25 4.03 0.91 The staffs are 
trustworthy. 
ASPQ25 3.55 1.01 -0.48 
ASEQ 26 4.16 0.80 The staffs make 
you feel safe when 
you stay. 
ASPQ 26 3.85 0.86 -0.31 
ASEQ27 4.26 1.08 The staffs are 
always ready to 
respond to the 
requests of clients. 
ASPQ27 4 1.08 Market is 
also 
experiencing 
It is clear from the table (5.4) that the average expected value of the elements of the dimensions of quality 
were mostly negative, in the sense that the perceived value was less than the expected value of 0.27 , this difference 
is up to 0.43in after the attention and care component and ﺔﻐﻠﻟﺎﻳ Speak English with tourists by the staff of the Royal 
Marine Sports Federation  with a difference of 0.55, followed with a difference of 0.33, security on, on the 285,200 
shown trustworthy  0.48. 
 
Test Hypotheses 
The hypothesis first president HO1 the level of expectations of the beneficiaries of the quality of the service 
provided by the Royal Marine Sports Federation is  low. 
Using test One Sample T Test sample per T to deny the hypothesis first president of zero or proven; where the 
following table shows the results of this test: 
Table 6: the expected level of quality of the sample per 
The variable The Center 
Arithmetic 
The Deviation 
 The standard 




The quality expected 4 0.597 23.69 0.00 
The table shows (6) Calculated ﻥﺃT (23.69) than the tabular value, and therefore reject the zero hypothesis 
and accept the alternative hypothesis which states that the level of the expectations of the beneficiaries of the 
quality of the service provided by the Royal Marine Sports Union  High. And confirms the correctness of this 
decision is that the level of morale shown in the same table was zero, which is less than the level for the study of  
0.05. 
The second main hypothesis HO2 thelevel of awareness of the beneficiaries of the quality of the service 
provided to the P-4 Royal Marine Sports Federation is  low. 
Using test One Sample T Test  sample per T to deny the hypothesis first president of zero or proven; where 
the following table shows the results of this test: 
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Table (7) perceived  quality level per sample 
 The variable Arithmetic Standard Deviation The value of the T Level Morale 
The perceived quality of 3.73 0.47 23.29 0.00 
The table shows ( 7) that the value of  (23.29) is the largest of the Tabular trend value, and therefore reject 
the zero hypothesis 
And accept the alternative hypothesis that the level of awareness of the beneficiaries of the quality of the 
service provided in the Royal Marine Sports Union High.  
And confirms the correctness of this decision is that the level of morale shown in the same table was zero, 
which is less than the level for the study of $ 0.05 
Third Main hypothesis HO3 there is no statistically significant differences between the expectations of the 
beneficiaries in the Royal Marine Sports Federation, the level of perception to keep the quality of service provided 
to them. 
The use of the analysis of the  samples have been ﺭﺎﺒﺘﺧﺍT bilateral   T-test Paired Sampleto deny the hypothesis 
of zero or the third main proved; T Test, as the following table shows the results of this test: 
Table 8.Analysis of the differences between the quality expected perceived quality 
The two variables T The level of morale Resolution 
The quality expected 
The perceived quality of 
4.283 0.00 The refusal 
Table ( 8) indicates that the results of the analysis of the differences between the quality expected by 
beneficiaries in the Royal Marine Sports Federation  , the perceived quality have shows that there are significant 
differences between the samples T quality expected perceived quality; where the value of bilateral (4.283) , which 
requires zero refused to accept the alternative hypothesis the hypothesis that the existence of such a relationship, 
and confirms that the level of morale was zero, less than   5% the ratio in this study. To verify the hypotheses of 
these thesis bilateral T samples of the Chairperson, the analysis of the test has been used to deny the assumptions 
of zero subcommittee or Paired Sample T Testproved; where the following table shows the results of this test: 
Table 9. Analysis of the differences between the dimensions of quality expected perceived quality 
Resolution Level Morale T The variables 
The refusal .006 2.94   The perceived expected & Tangibles 
The refusal 0.019 2.14   The perceived expected & Reliability  
The refusal 0.000 3.32 Expected response & aware 
The refusal 0.000 4.12    The perceived expected sympathy & 
The refusal 0.000 3.80   The perceived expected & Safety   
 
The first hypothesis  
There are no statistically significant differences between the expectations of the beneficiaries in the Royal Marine 
Sports Federation, the level of awareness of Tangibles dimension. 
Bilateral samples (table9) to T results indicate the calculated test was 2.94 accordingly reject the zero 
hypothesis and accept the alternative hypothesis, which provides for the presence of statistically significant 
differences between the expectations of the beneficiaries in the Royal Marine Sports Federation  , the level of 
awareness of the Remoteness of Tangibles, and confirms that the level of morale was 0.006, less 
than %5percentage adopted in this study. 
 
The second sub-hypothesis 
There are no statistically significant differences between the expectations of the beneficiaries in the Royal Marine 
Sports Federation, the level of awareness of the reliability dimension. 
Bilateral samples (table9) to T results indicate the calculated test was 2.14 accordingly reject the zero 
hypothesis and accept the alternative hypothesis that states the existence of statistically significant differences 
between the expectations of the beneficiaries in the Royal Marine Sports Federation, the level of awareness of the 
reliability dimension, and confirms that the level of morale was0.011, less than 5%the ratio in this study. 
 
The third sub-hypothesis  
There are no statistically significant differences between the expectations of the beneficiaries in the Royal Marine 
Sports Federation, the level of awareness of the Remoteness of the response. 
Bilateral samples (table9) to T results indicate the calculated test was 3.32 accordingly reject the zero 
hypothesis and accept the alternative hypothesis that states the existence of statistically significant differences 
between the expectations of the beneficiaries in the Royal Marine Sports Federation, the level of awareness of the 
Remoteness of the response, and confirms that the level of morale of Sudan Airways was zero, less 
than %5percentage adopted in this study. 
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The hypothesis fourth subparagraph  
There are no statistically significant differences between the expectations of the beneficiaries in the Royal Marine 
Sports Federation, the level of awareness of the security dimension. 
Bilateral samples (table9) to T results indicate the calculated test was 3.80 accordingly reject the zero 
hypothesis and accept the alternative hypothesis, which provides for the presence of statistically significant 
differences between the expectations of the beneficiaries in the Royal Marine Sports Federation, the level of 
awareness of the Remoteness of the emphasis, and this confirms that the level of morale was zero, less than 5%  
in this study. 
 
The hypothesis fifth subparagraph  
There are no statistically significant differences between the expectations of the beneficiaries in the Royal Marine 
Sports Federation, the level of awareness of the farsightedness of sympathy.  
Bilateral samples (table9) to T results indicate the calculated test was 4.12 accordingly reject the zero 
hypothesis and accept the alternative hypothesis, which provides for the presence of statistically significant 
differences between the expectations of the beneficiaries in the Royal Marine Sports Federation, the level of 
awareness of the Remoteness of the sympathy, and confirms that the level of morale was zero, which is less than 
5%the ratio in this study. 
There is no statistically significant differences in the responses of the beneficiaries of the Royal Marine Sports 
Federation in  the perceived quality of the services provided due to demographic variables and the beneficiaries 
(sex, age, nationality, education level, number of visits). 
In order to test the validity of this assumption, the variance analysis test plan.One Way Anova  
The results of the test the hypothesis, as shown in the following table: 
Table 10 . Analysis of differences in the perceived quality of the beneficiaries of the answers depending on 
demographic variables 
Demographic variables F The level of significance 
Sex 3.455 0.045 
Age 0.725 0.90 
Nationality 0.658 0.324 
Educational level 0.428 0.676 
The number of visits 2.368 0.116 
The results of the table ( 10 ) to the existence of statistically significant differences in the responses of the 
beneficiaries of the perceived quality of T depending on the sex variable only, to the moral level of $ 0.045 , which 
is less than 5% percentage approved for this study. The rest of the other variables (age, sex, education, homosexual 
relationships, the number of visits) results indicate the absence of statistically significant differences in the 
responses of beneficiaries in the Royal Marine Sports Federation  for the perceived quality of the services provided 
due to these variables, this decision confirms the moral level of the variables that have increased 5% percentage 
approved for this study. 
 
The discussion of the results 
Based on the analysis of the results that the difference between the average total medium product realization is 
anticipated negative teams agenda)4) This is an indicator 
On the level of satisfaction with the services in the Royal Marine Sports Federation  was relatively acceptable, 
but the expected value that was higher than the perceived value, this indicates a deficiency in the level of quality 
of servies present -directional by beneficiaries of the expected level after receiving the service, this despite the fact 
that both the brokers.The perceived expected) were higher than the average value of the study, the degree of utility, 
this is proof that the consent to a center exists, but the aspiration of the beneficiaries (expected) is higher than what 
they got, pushing the royal marine sports union administration the need to upgrade its services to increase; the 
level of quality of these services and access to a higher level of satisfaction to the beneficiaries in order to cope 
with their expectations and bridge the tour occurring between the average total value of the total value of the 
perceived average expected. 
In relation to the five dimensions of service quality, safety, reliability, and responsiveness to Tangibles and 
compassion, 
The findings indicated that they were all negative, table)4); the negative difference between the average aware 
the average expectations of each of these dimensions indicates that the level of perceived quality after receiving 
the service is less than the level of quality expected before receiving service and all these dimensions, which means 
that the management of the Royal Marine Sports Federation work to improve the level of services provided to 
beneficiaries in every dimension of the quality of the service in order to equal or exceed the expectations of the 
beneficiaries, note that the evaluation of the beneficiaries all dimensions was higher than the average value of the 
window of the study, this is an indicator of the presence of a medium level of satisfaction with the dimensions of 
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the quality of the service provided by the Department of Royal Marine Sports Federation. 
We find that after the care and attention (sympathy) had been the top measured the average answers 
respondents (3.61) and it was after attention and care at least aware ( $3.48) as was the largest differences between 
the expected value-directional is (0.34) on the foresight and attention and less, the differences was (0.2) concerning, 
showed the study sample Anna there is an acceptable level of satisfaction) is expected), the perceived after 
Tangibles; where the average answers more than 4 degrees, which is the value ok according to likert system, but 
the difference was in favor of the expected value; where the difference between the perceived value (3.98) the 
expected value (4.21) (0.23) This refers to the existence of a gap between the perceived values (projected), was 
The biggest differences of elements after Tangibles is on staff provides services with a smile, and least on the 
uniform of suitable staff, clean and, accordingly, we find that the management of the royal marine sports in the  
need for increased attention to Tangibles dimension and its various elements, especially with regard to the staff 
with a smile, and be at a level appropriate to the expectations of the beneficiaries, stressing that, according to the 
answers to the sample study, the perceived value is higher than the average, and this in itself is good, but needs to 
be improved; the expectations of the beneficiaries of the services of the Royal Marine Sports Federation of more 
than what they get.  
The comparison of the average answers to the study sample, the expected value-directional reliability 
dimension (table 4)  We find that the difference (-0.2) was negative, which indicates that the perceived value is 
less than the value of the Royal Marine Sports Union needs the attention of the Department of Royal Marine Sports 
Federation. where the average answers more than 3 degrees, to return to the elements of reliability, of broken 
promises and attention to the problems of the beneficiaries and precision in the performance of the work of the 
first time and service in a timely and accurate records, as in table (5), we find the largest differences is on the 
performance of the work ( Puts Royal Marine Sports Union staff the  client's interest above all) by (0.33), and the 
least who definition (the provision of staff Accurate information) (0.10), this may indicate that the weakness of 
any element of the dimensions of the quality of service that could affect the final assessment of the quality of the 
service, the Library Administration work to know the reason for this discrepancy between elements after the 
interdependence and in particular, to address the problems of the beneficiaries and the accuracy of the performance. 
A chart of the results of the study that the difference between the perceived value of the expected value of the 
farsightedness of response was(-.029(negative , which means that the expected value is greater than the perceived 
value, where the average answers was 4degrees, to return to the elements of the response to compare the elements 
after responding to find that this dimension had included several elements: the declaration at the time of the 
performance of the service, the provision of immediate services, help beneficiaries and devote themselves to the 
service,as in table (5) We find the largest differences is on full-time service ( can count on the staff in addressing 
the problems of the customer) by (0.35), and the least on the declaration at the time of duty ( perform staff services 
are correctly, on time, by  (0.2), this requires that the library management Know the reasons that led to this gap 
and addressed to upgrade the quality of services after responding to the expectations of the beneficiaries. 
The results of the study showed that the difference between the perceived value (the expected value) for the  
security dimension (-0.33) is negative, this indicates a decline in the perceived value of the security dimension of 
the quality expected him, come from; where the amount of the difference in the second after care and attention 
(empathy), this refers to the size of the gap between the expected value by beneficiaries perceived value, which 
leads us to emphasize the need for attention to this dimension of the Department of Royal Marine Sports 
Federation . In view of the elements of this dimension we find it consists of self-confidence, and a feeling of 
security, and fitness literature in dealing, staff training, including qualifying them to serve the beneficiaries, the 
differences are all negative, as summarized inthe(5) means that the perceived value of all these elements were less 
than the expected value, the largest variances.0.48(on the element of confidence and least component of literature 
in dealing(0.26) This emphasizes the need for attention to the element of the security (Empathy) especially 
confidence with tourists to increase the level of satisfaction with the perceived value of the security dimension 
(Empathy). 
The results of the study showed, referred to in the table No. (4) the existence of a gap between the perceived 
value of the expected value of the farsightedness of sympathy (-0.34); where the perceived value was less than the 
expected value, which means that the level of quality of service received by the evaluation of tourists is less than 
the level at which they expect, it has been shown in table (6) that the constituent elements of this dimension, we 
find that it consists of personal attention and understanding of needs  beneficiaries and the appropriateness of the 
hours of work and there is parking and the existence of educational programs, it was the largest differences on the 
element of trust by (0.55), and the least on the nice staff by (0.19) Accordingly, the management of the Royal 
Marine Sports Federation need to know the causes of the gap and to reach the level of the expectations of the 
beneficiaries. 
As for the demographic factors, the results of the study indicated that, with the exception of sex, there were 
no differences in 5,955 
Respondents depending on demographic variables and this finding was confirmed through the test of these 
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combined variables as in table (10); where there were no statistically significant differences, this indicates that the 
respondents to the evaluation of the quality of services in the Royal Marine Sports Federation  was homogeneous 
regardless of the demographic characteristics. 
 
Recommendations: 
We can through the results of the Marketing content that we recommend the following: 
The need for attention to quality from the perspective of the recipient, not only from the perspective of the service 
provider; the judgment on the service of the Mix and match technically the conditions and specifications defined 
by the organization and its success in this may not give the same result from the point of view of the beneficiaries 
of the service, and this was clear in all results; where there was a gap between expected perceived  all dimensions 
and elements of quality. 
The need for comprehensive attention to quality as an input from the entrances of quality management as it 
deals with the quality of service, which gives the chance to manage the Organization to identify strengths and 
weaknesses and guide their efforts, and lead to the upgrading of the service. That the department in the Royal 
Marine Sports Union  to work to bridge the gap between the expected value of the perceived quality and value and 
all dimensions, so that we can get the required level of acceptance and satisfaction.  Necessary in the Royal Marine 
Sports Federation  attention to research and studies in the field of quality of services and follow-up of all the 
developments in this area to benefit from the observations and suggestions of the beneficiaries of the services they 
are best able to assess the level of quality of these services. 
The need to develop an information base on the beneficiaries of the services of the Royal Marine Sports 
Federation, through cards include demographic information and personal information on the beneficiary and the 
quality of benefit and periods of benefit and continuity of the frequency on the Royal Marine Sports Federation; 
because this helps the management of the Royal Marine Sports Union to know their customers better, and redesign 
their services on the basis of this information. 
The spatial expansion, any geographical proliferation is an expensive being needs to land and buildings, staff 
and facilities 
Many, especially the city of Aqaba is the fast-growing cities demographically and geographically, and this 
makes it difficult for the management of the Royal Marine Sports Federation keep pace with this rapid growth, 
with the note that the branches of the Royal Marine Sports Federation is widespread in the capital Amman and 
here we propose the expansion of services electronic appliances so that the subscriber can benefit from the services 
of the Royal Marine Sports Federation through the Internet. 
The human interest efficient cadres of the restaurant any service providers, and this is an important element 
of the marketing mix and service, which means the necessity to interest the appearance of the workers, training 
and rehabilitation to deal with all categories of tourists and help these tourists to benefit from the services of the 
Royal Marine Sports Federation. 
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